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Abstract 
Based on the previous research, we found that relational governance is the key point in the collaboration between IT 
service provider and client under global sourcing background. So in order to make it more clearly, a field survey of 
the employees from 20 outsourcing enterprises was conducted and 293 samples were collected. By using SPSS17.0 
and AMOS17.0, the empirical results show communication frequency moderates the relationship of relation norms to 
mutual dependence and relation norms to network expansion. Meanwhile, network expansion has a part medium 
effect on relation norms to IT outsourcing performance and mutual dependence has a total medium effect on relation 
norms to IT outsourcing performance. Relative management implications were also given as the complement. 
© 2011 Published by Elsevier Ltd. 
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1. Introduction
Through a fixed relationship with clients, IT service suppliers can keep a long-term profit chain and
reduce the future uncertainty greatly. Some researchers have approved that collaborators’ culture 
difference may hamper the efficiency of communication and IT outsourcing performance of both sides. 
So relation norms must be built before formal cooperation begins. In IT outsourcing field, lots of 
collaborators sign some formal contracts to fix the detail collaboration process. Among these contracts, 
relation norms are the important contents because it has the connection with the relational governance, an 
important research field. Some research results reflect that relation norm, clients’ trust, and commitment 
have a positive direct effect on IT outsourcing performance. Relation norms also have an indirect effect, 
effecting by other factors, to IT outsourcing performance. 
Although researchers did a lot in relational governance of IT outsourcing field, few researches 
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embraced the relation norms along with the social network or informal relationship of different parties. 
By using the statistic software, this paper organizes its research process in a new angle. 
2. Hypotheses
Relation norms describe collaborators’ sharing valuation and priority. These norms connect with the 
proper behavior among different parties and base on their wishes of keeping the long-term collaboration. 
Long-term oriented, dynamic, and profit oriented are all the characters of relation norms. Long-term 
oriented is that collaborators wish their cooperation can be longer and put more energy to make it come 
true. Dynamic determines the gradual transformation of parties’ structure and process structure in 
relational governance, fitting for different parties’ requirements through the circulated development 
pattern. Profit oriented can be expressed in the paralleled goals and benefits.  
H1 Relation norms positively influence mutual dependence 
H2 Relation norms positively influence IT outsourcing performance 
H3 Relation norms positively influence network expansion 
Communication frequency is the times for different party’s communication in a fixed period. Sosa 
emphasizes that the greater the degree of task interdependence is, the greater the coordinative and 
innovative information requirements [1]. During the collaboration, once collaborators committed to 
working together, frequent communication holds together the threads of a collaborative relationship over 
time. Effective communication is crucial for obtaining high performance [2]. Also the communication 
plan plays an important role in sustaining mutual benefits by ensuring information sharing and fostering 
confidence in the continued enhancement of functional outcomes [3]. In sum, we can conclude these 
hypotheses. 
H4 Communication frequency positively moderates the relationship between relation norms and 
mutual dependence. H5 Communication frequency positively moderates the relationship between relation 
norms and IT outsourcing performance.  
H6 Communication frequency positively moderates the relationship between relation norms and 
network expansion. 
In IT outsourcing, network expansion can be defined as an activity that the key persons play a bridge 
role on information exchanging between the suppliers and clients. These people serve in key positions 
such as project managers, sales managers or team leaders. We call these people “knowledge brokers”. 
They are in the high position supervising the whole cooperation process, being in charge of the cross 
regional cooperation and so on. Also network expansion can promote reputations either in onshore or 
offshore market [4]. Rottman and Willcock believe that the best knowledge brokers can use their 
background and solid technical knowledge to promote the high performance of both parties [5].  
H7 Network expansion positively influences mutual dependence 
H8 Network expansion positively influences IT outsourcing performance 
Mutual dependence is the recognition by both partners in an exchange relationship that the relationship 
provides benefits greater than either partner could attain alone or the simple accumulation with that of 
other collaborators [6].Mutual dependency determines the extent to which a firm will have influence over 
and be influenced by its partner. Improving the quality of the relationship between the service providers 
and client organizations has been suggested as an important mean to meet the outsourcing challenge [7]. 
H9 Mutual dependence positively influences IT outsourcing performance 
3. Methodology 
3.1. Sample and Participants 
We have organized the investigation of Chinese IT outsourcing enterprises since 2008. For this 
research, we conducted a field survey of the employees from 20 outsourcing enterprises’ information 
systems department in Beijing Zhongguancun Software Park, Shanghai Pudong Software Park, and Xi’an 
Software Park. By using questionnaire investigation, we distributed totally 391 pieces of questionnaires 
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and collected 293 pieces of all from the period May 2010 to October 2010, and the 293 samples were all 
put into research. 
3.2. Measurement 
The questionnaire was designed by Likert 5 scale. But we use three levels to illustrate communication 
frequency (CF). These three levels are communicating with client “everyday”, “every week” and “one 
time in more than one week”. The relative scales are 3, 2, and 1 as the above order. 
3.3. Factor Analysis 
Reliability and validity analysis are conducted by SPSS17 and confirmatory factor analysis is 
conducted by AMOS17. Related results are shown in table 1. From the results, we believe all the 
indicators and items are fit for the next analysis. 
Table1. Reliability, Validity, and Confirmatory Factor Analysis Results 
VARIABLE Standardized Loadings Cronbach’s α KMO 
RN 0.74, 0.64, 0.84, 0.78, 0.73 0.864 0.843 
NX 0.77, 0.82, 0.81 0.842 0.726 
MD 0.84, 0.84, 0.64 0.801 0.661 
OP 0.74, 0.79, 0.74, 0.76, 0.72 0.866 0.857 
3.4. Measured Model Analysis  
In order to keep the property of this research, measured model analysis is based on the way that latent 
variables carry observed variables. Maximum likelihood estimation is used to make the fit test. While 
doing the stepwise analysis, first, all the data must be taken the average value under the related variables. 
Second, all the average data must taken the centralization value. Related results are shown in table2, 
table3 and figure1. 
Table 2. Measure Model Fit Index 
FIT INDEX MODEL CRITERIA 
χ2 245 - 
χ2/df 2.55 (1, 3) 
GFI 0.902 > 0.9 
AGFI 0.861 > 0.9 
RMSEA 0.073 <0.08 
NFI 0.905 > 0.9 
TLI 0.924 > 0.9 
CFI 0.94 > 0.9 
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*** significant at 0.001; ** significant at 0.05; * significant at 0.1 
Relation 
norms 
Network 
expansion 
IT outsourcing 
performance 
0.25*** 
0.209 
0.671*** 
Mutual 
Dependence
0.451*** 
-0.02 
0.714*** 
Figure1. Measured Model’s path analysis results 
Table 3. Main and Interactive Effects 
MD, Phase1 OP, Phase2 NX, Phase3 Variables 
Model1 Model2 Model3 Model4 Model5 Model6 
RM 0.634*** 0.635*** 0.469*** 0.469*** 0.532*** 0.532*** 
RM*CF  0.096* -0.59  0.168* 
F 194.823*** 100.819*** 86.793*** 43.677*** 104.6*** 55.756*** 
AdjustedR2 0.400 0.407 0.228 0.227 0.263 0.273 
ΔAdjustedR2  0.007 -0.001  0.01 
 
There is a paradox in the AMOS result and SPSS result on the relationship between relation norms and 
IT outsourcing performance. So the medium effect of mutual dependence and network expansion should 
be analyzed. We delete the variable “mutual dependence” to make the model7, which is a three-variable 
modal. We delete the variable “network expansion” to make the model8, which is also a three-variable 
modal. From the AMOS analysis of model7, relation norms have a significant direct effect on network 
expansion (b=0.677, P<0.001) and IT outsourcing performance (b=0.318, P<0.001), and the relationship 
between network expansion and IT outsourcing performance is not changed. From the AMOS analysis of 
model8, relation norms have a significant direct effect on mutual dependence (b=0.850, P<0.001), while 
have a negative effect on IT outsourcing performance (b=0.124, P=0.174>0.1), and the relationship 
between mutual dependence and IT outsourcing performance is not changed. So network expansion has a 
part medium effect between relation norms and IT outsourcing performance and mutual dependence has a 
total medium effect between relation norms and IT outsourcing performance. So, in conclusion, AMOS 
results are more reliable and H2 is not support. From the measured model analysis, H1, H3, H4, H6, H7, 
H8, and H9 are supported. H2 and H5 are not supported. 
For H2, relation norms have more or less dogmatism, which contains the formal or inform rules for 
maintaining the relationship. Relation norms can motivate the intercommunication among employees 
between IT service providers and client organizations, but cannot affect the result of the activities directly. 
Lots of bankrupt enterprises had the formal or informal relation norms.  
For H5, although the analysis results show that communication frequency doesn’t have the moderate 
effect on the relationship between relation norms and IT outsourcing performance. The combined effects 
should have make relation norms play the more effective function between providers and clients. The 
unsupported result may be because of their frequent communication is more hinge on the technology level, 
in doing so, the condition of mutual relationship is developing at a slow rate. We will make the further 
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investigation about this relationship in the future. 
4. Managerial implication 
To maintain competitiveness in the fast changing environment, IT enterprises need to capitalize on 
relational governance. The results of this study offer concrete implications of how to use relation norms to 
play a positive function on IT outsourcing performance. Enterprises should build the formal or informal 
relation norms with clients at the beginning. Then frequent communication of both sides is also needed 
for further strengthening their relationship. For example, research shows that relation norms have a 
significant direct effect on mutual dependence and communication frequency plays a moderate function 
clearly. Key persons as knowledge brokers are also important, knowledge brokers have the advantage on 
related background and existed relationship with clients. They can make the intercommunication more 
effectively, so IT enterprises must make sure they can get the frequent communication chance, not just 
making the phone calls or sending the emails, and give them the proper freedom in operating the function. 
The more they play their function, the more benefits IT enterprises will get. Relation norms could not 
have the direct significant effect on IT outsourcing performance, so for lots of enterprises, the mature 
administration rules about relational governance are not sufficient. Through frequent communication with 
clients, enterprises should transfer these relational rules into a solid relationship with clients.   
5. Conclusions 
This research offered empirical support for utilizing relational governance theory as the predominant 
theoretical ways to integrate relational governance with IT outsourcing research. Meanwhile, we 
expanded on the social network theory and both researches suggest that relation norms should be 
transferred into the more specific relationship with clients during cooperation process. Frequent 
communication also plays an important function. We hope the current study will construct a foundation 
for future research in order to providing us a broader angle on outcomes of relational governance and IT 
service performance under different cultural contexts. 
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